Winners, Losers, and Those Who
Played the Game.
After dominating the season
with a 9-1 record, the Brothers
lost 6-7 to the Misfits in the
Intramural Football
Championship Tournament in
February. The tournament
began at 10 a.m. pairing off the
Misfits and the PARO Panthers.
The Misfits eliminated the
Panthers from the competition
with a score of 13-6. Next, the
Brothers eliminated Technical
Support 27-7.
The final tournament game
paired major competitors, the
Misfits and the Brothers. The
Brothers were protecting an
almost perfect 9-1 season while
the Misfits, having already lost
the season championship, were
trying to salvage the season
with a victory.
In the end, both teams were
victors with the Brothers
winning the season and the
Misfits dominating the
tournament.
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The 1983 Tournament Champions in Intramural Football are: (left to right standing)
Larry Shepard, Ron Smith, Dave Dingfield, Pat Hardin, Frank Giordano, Bobby
Wilson, (left to right kneeling) Travis Bullard, Ronnie Rountree, Johnny Rhoden, Jim
Charrie.

The 1983 Season Champions in Intramural Football are: (left to right standing)
Curtis Perry, Alfred Floyd, Kenneth Frazier, (left to right kneeling) Charles Harris,
Curtis Wimberly, Billy Bonds, Greg Lowe. Not pictured are Robert Owens and
Dwayne Reddick.
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James Roney of the PARO Panthers
makes a break for the goal line.
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When the Florida Legislature convenes
on April 5th, 160 House and Senate
members will be deciding issues that may
directly affect the future of the Plan.
Mike Hightower, director of
Governmental and Legislative Relations for
Blue Cross and Blue Shield of Florida, will
be in Tallahassee full-time with outside
counsel Vince Rio and Tallahassee
consultant Harry Landrum. The three of
them will need to track, analyze and lobby
those issues most critical to the Plan.
Providing technical and research
assistance to the trio will be the
Corporation's Legislative Advisory Group
(LAG), coordinated this year by Bob
Crozier of Health Industry Services. John
Slye, vice president of Public Affairs and
Corporate Secretary, is responsible for
developing the overall corporate legislative
strategy.
"The historical perspective of last year
(revision of the Florida Insurance Code and
Mutualization) and the complex issues of
the upcoming session underscore the point
that it is literally impossible for one
individual to effectively monitor, research
and lobby 200 to 300 separate pieces of
health care legislation. Successful
legislative relations depends on teamwork,"
said Hightower.
That teamwork is best exemplified
through LAG, a group of 16 Plan
employees who represent a cross section
of the organization.The LAG members are
responsible for evaluating and analyzing
proposed legislation and for
recommending changes to bills. Using
technical information supplied by LAG,
Hightower and Rio can intelligently discuss
the merits of bills with legislators, thereby
enabling those key decision makers to
make a more informed decision.
"LAG provides us with the technical
competence to evaluate the impact of
proposed legislation on the Florida Plan,"
said Hightower.
"For example, a bill may appear to be
very beneficial to the subscriber and/or the
corporation, but through the efforts of LAG,
we may discover that the idea is virtually
impossible or impractical to implement. Or
The proposed bill could cause far more harm
than good.
"In the past, the Actuarial representative
on LAG has provided important feedback
to us that indicated that some proposed
ideas couldn't be adequately underwritten.
Or, if those ideas had passed into law, the
corporation would have faced devastating
financial repercussions.
"Historically, we have not always been
this politically aggressive or involved," said
Hightower. "But with the dramatic changes
in the competitive health care market,
increased regulatory oversight and the
demand for lower health care costs but
increased benefits, legislative solutions are
going to be developed.
"The question became: Do we become
active in the process or passively accept
the outcome? Our goal became one of
actively and aggressively assisting in the
development of those health care solutions
by offering to provide accurate and
dependable technical information to
legislators."
Major issues of concern to the Florida
Plan in the 1983 Legislative Session will be
increased health care regulation versus free
market competition, according to
Hightower. "How these issues are resolved
will significantly impact our survival as a
meaningful financial mechanism for health
care in this state," said Hightower.
"Everyone is concerned about these

Standing in front of the Florida Capitol Building are: John Slye, Mike Hightower,
Harry Landrum and Vince Rio.
escalating costs of health care.
Unfortunately, there is great pressure on
the legislature to mandate or legislate a
quick remedy that will be a cure-all to this
very complex problem. But there is no
quick remedy."
Acknowledged management expertise
and consistently reliable information on
legislative issues has dramatically increased
the corporation's credibility. Improved
customer service has also been a major
factor in our improved reputation.
"The Plan's customer service in the areas
of Medicare and the administering of the
state employees' group has provided a very
positive interchange with both state and
federal delegations." said Hightower.
"These legislators are aware of the
dramatic improvements here at Blue Cross
and Blue Shield of Florida. For example, at
a recent Washington, D.C. meeting for local

Jacksonville business and political leaders,
Congressman Bill Lehman of Miami
interrupted his presentation on a
transportation issue when he spotted me
and said, 'I just wanted you to know, Mike,
how much I personally appreciate all the
good work you folks at Blue Cross and
Blue Shield are doing for my constituents
in Dade County. Just keep up the good
work.'
"In my judgement, Blue Cross and Blue
Shield of Florida enjoys a very positive
reputation with our state and federal
lawmakers," said Hightower. "Blue Cross
and Blue Shield of Florida is doing an
excellent job, not only for its subscribers in
Florida, but for legislators and for the
health care industry in general. I am proud
to be part of the Blue Cross and Blue
Shield team in Jacksonville, Tallahassee,
and in Washington, D.C."

The 1983 Legislative Advisory Group
Barbara Black
Corporate Research Specialist,
Corporate Research
Valerie Bryan
LAG Support Staff, Legislative Relations
Bob Crozier
LAG Coordinator, Legislative Relations
Richard Dever, M.D.
Vice President, Medical Affairs
Gary Flower
Government Relations Specialist,
Legislative Relations
Hanse Hall
Director, Systems Development
Steve Hanley
Manager, Corporate Communications
Mike Hightower
Director, Legislative Relations

Barbara Hoffman
Project Manager, Superior Customer
Service
Al Lombana
Planning Manager, Human Resources
Markus Mueller
Corporate Financial Research Analyst,
Analysis and Forecast
John Oetjen
Product Development Specialist, Product
Development and Planning
Gene Rutherford
Executive Assistant Actuary, Actuarial
John Slye
Vice President, Public Affairs/Corporate
Secretary
Tom Stanley
Associate House Counsel, Legal Affairs
Margaret Svenson
HIS Consultant, ADS Administration
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The Special
Problem
Solvers
"The Special Inquiries (Medicare) and
Critical Inquiries (Private Business and
State Group) Departments are doing an
outstanding job," said Mike Hightower,
director of Legislative and Governmental
Relations.
"For example, Sen. Paula Hawkins, Sen.
Lawton Chiles, Rep. Lehman and Rep.
Fascell have been very complimentary
about our handling of claims and the
technical information that we provide
them. When the people back in the Plan are
doing that super of a job, it makes my job
of asking for legislative assistance a lot
easier."
The Florida Plan has Congressional
Inquiry areas in Medicare Part A, Medicare
Part B and Basic Business that handle
questions from congressional offices and
government agencies. State Group
Inquiries are generally handled by the State
Group Inquiries Department. "The
·congressional offices don't always have the
expertise to deal with many health
insurance questions, so the questions are
channeled to us," said Glennetta Stepps, a
supervisor in Medicare A Correspondence.
Congressional offices also call these
areas when they have been contacted by a
frustrated beneficiary or subscriber.
Solving those problems can be the most
difficult, but also the most rewarding.
Recently, a congressional office called
Thelma Mccurdy, the congressional
inquiries supervisor in Medicare Part B,
about a constituent. A man had paid a
physician half of his Social Security check
because Medicare wouldn't cover the bill.
Medicare didn't pay because the man had
mistakenly enrolled in a health
maintenance organization. The elderly man
then couldn't pay his rent and was locked
out of his apartment. Mccurdy rushed a
check to him and straightened out the
paperwork. Another problem solved.
"That's just what we do," said Mccurdy.
Another man will remember Sharon
Dobbs, State Group Inquiries supervisor,
for a long time. His wife was ready to leave
the hospital with their new baby. The
hospital demanded full payment before it
would release the child. To top it off, it was
the beginning of the Thanksgiving holiday.
Everyone would be closing for the holiday.
He found Dobbs. Dobbs found that the
provider had not filed the man's claim. She
handled the paperwork and the man was
reimbursed the next working day.

In Medicare Part B Congressional Inquiries, Supervisor Thelma Mccurdy notes a decline in calls
from congressional offices.

Patricia Chatman (seated) confers with Supervisor
Glennetta Stepps on some correspondence in the
Medicare Part A Congressional Inquiries Area.

Jeanette Smith, supervisor in Basic
Inquiries/Congressional Inquiries, says, "We're getting
better!"

The people in Inquiries Department have
certainly helped the Plan. "The emphasis
our people put on superior customer
service is so important to my job," said
Hightower. "When I request important
legislative support, I get it because Blue
Cross and Blue Shield of Florida is viewed
as a well-run organization that provides
good service. The people in Special and
Critical Inquiries demonstrate Blue Cross
and Blue Shield's capabilities for excellent
customer service," he said.
Mccurdy was able to demonstrate those
abilities in person last summer. When the
Plan made the bid for the South Florida
Medicare Part B contract, Mccurdy and Bill
Long, director of Medicare Part B
Communications, visited the area's
congressional offices. "I was there to let
them know that our primary goal is to serve
them so they can serve their constituents,"
Mccurdy said.

Improvements at the Plan haven't gone
unnoticed. "The congressional offices have
seen a remarkable change in Blue Cross
and Blue Shield of Florida," she said. "They
view our performance as outstanding."
Perhaps because of that improved
performance, supervisors Mccurdy of
Medicare Part B, Stepps of Medicare Part A
and Jeanette Smith of Basic Business have
all noticed a steady decline in
congressional inquiries. Even though the
Plan is processing more claims, the number
of questions and problems coming through
the Congressional Inquiries areas has
continued to decline. When there are no
congressional inquiries, the staff reverts to
a normal inquiries function.
"It's other people doing their jobs well,"
said Mccurdy. "We're just processing
claims better and faster."
"Fewer calls means we're getting better,"
said Smith.

Communication Program
To Begin
A Two-way Communication Program,
designed to encourage open
communication within the company,
will begin in April. Management
personnel have been attending
workshops on conference leadership,
team building and problem solving, in
order to prepare for the new program.
TheTwo-way Comunication Program
will give employees the opportunity to
meet with their immediate superiors oh
a weekly basis to ensure the
coordination of efforts and the sharing
of information.
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(Left to right) Linda Blake, supervisor of Blue Cross Claims; Jackie McKenzie, manager of Blue Cross Claims; and
Walter James, manager of Blue Cross and Blue Shield FEP Wire Service, discuss issues in a recent
Conference Leadership Workshop.
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Moving On Up

Last year the field service improvement
project team suggested al I sorts of
improvements for the field offices ranging
from additional telephone lines and CRTs
to new work flow systems. Also, it
recommended a management change. The
team suggested that the section leader
position be upgraded to a supervisor
position and that an administrative
manager position be created in some of the
larger offices. The project team could have
never anticipated what would happen in

The Miami Office

something else to sell besides the product,"
said Sebok. "We're selling service that we
can provide on a local level. We can bring
in large prospective accounts. Group
business and new sales have increased
dramatically."

Miami.

The Miami office was one of the last to
receive attention. System improvements
were begun in the Northern Region and
slowly moved down the state. But Miami,
because of its size was the first to gain an
administrative manager position. The
position was created to relieve the District
Manager Bob Sebok of some of the
administrative responsibilities of the office
so that he could devote more time to the
sales force. Rochelle Alford was appointed
administrative manager for the Miami
Office. "Neither of us could work without
the other," said Alford.
"And it's worked very well," said Sebok.
"Yes, it has," said Alford. "He does
everything that I tell him to!"
If it sounds like the two have a lot of fun,
they do. Alford and Sebok came to the
Miami Office at the same time last year. As
one employee, Vicki Bates, said of their
arrival, "A ray of sunshine came to the
Miami Office."
Employees are glad to have the new
furniture and new location. But Monica
Sucre, a new supervisor of Customer
Service, and others go right past that
assessment to the heart of the matter.
There is teamwork.
"We've had more activities since Bob and
Rochelle came," said Sucre. "The activities
bring people together and promote a team
effort."
Said Sebok, "Some of the things we're
doing locally, such as teambuilding, are
very successful. It's beginning to show
rewards. Now everyone is working together
to assist marketing. We pass on prospects
and information about providers to each
other. It's been a great turnaround here.
"Also, the change has allowed us to have

Monica Sucre was recently promoted to one of the
new supervisor postions in the Miami Office.

The customer service has improved as
well. "We're at our highest performance
level of service," said Alford. "Our
performance level goal was 90. Right now
we're at 97." That means that 97 percent of
the customer calls are handled on the first
contact. "Fifteen months ago our
performance level was 58, the lowest in the
state," said Alford. "The position pen letters
have disappeared."
Activities initiated by Sebok and Alford
have helped make the Miami Office both
productive and enjoyable. Customer
Service Representative Gloria Lopez
explained, "Good communication is
number one. When Bob and Rochelle go to
meetings in Jacksonville, they come back
and share. It makes us feel like a family."
But news from Jacksonville is not all that
the Miami Office shares. For example,
when Gelsy Barge, secretary to Bob Sebok,
became an American citizen, it was a
landmark event for the whole office. "There
was a cake, flowers, and a sign that said
'Welcome Back, Gringo,' " said Barge.
Holidays are special, too. "There was no
Christmas before Rochelle," said Bates.
Alford initiated the twelve days of
Christmas. Some of the events were a
decoration day, a Toys for Tots campaign,

Moving On Out
Twenty-seven people began the 18-mile
March of Dimes Teamwalk to represent
Blue Cross and Blue Shield of Florida in
Miami. There were tall ones, short ones,
very young ones, athletic ones and those
who really would have preferred to watch
from a park bench. But 22 finished all 18
miles. And the group raised a total of $2900
"for the kids."
It was serious business. First, there was
an office breakfast to ensure that everyone
would have the energy needed. Then, there
was a mass powdering of feet with
cornstarch. The Miami 27 joined about
6500 other walkers at the Orange Bowl
Stadium at 9 a.m.
They were off. They wanted television
coverage for all this trouble, of course.
"Spread out and look big," yelled one
Miami Branch Office walker. The Blue
Cross and Blue Shield sign went up, and
the group headed out in one Blue Cross
and Blue Shield mass, except for a few
serious walkers. The serious walkers
surged ahead.
Jackie Harrell, a customer service
representative, was the favored walker from
the office. "They see how I walk around the

a cookie day and an old-fashioned
Christmas Day. For decoration day, the
lobby was graced with cranberry and
popcorn garlands. The Toys for Tots
Campaign raised $300 worth of toys. "Just
the enthusiasm and happiness rubbed off
on the customers," said Bates.
"Before, we discouraged visibility," said
Sebok, "because we were so understaffed
and poorly equipped. But now we've begun
to promote a positive image in Miami."
A new home, a new spirit (with 99
percent of the same people, Sebok added)
and good management have lifted the
Miami office out of the doldrums. As Gloria
Lopez said, "We're going to be number one
again. We are all trying. When you feel
good about the people you work with, you
don't let them down."
From Section Leader to Supervisor
Upgrading the section leader position to
a supervisor position was one of the
suggestions in the field service
improvement project. As a result, the Miami
office now has two new supervisors, Flory
Alleguez in Group Sales and Monica Sucre
in Customer Service, as well as a new
administrative manager, Rochelle Alford.
"I really hoped there would be a
supervisory position," said Alleguez. "I felt
as section leader I was already doing most
of the work of a supervisor. I appreciate the
recognition."
Bob Sebok, district manager; said, "Flory
certainly makes my life easier. Now I have
more control over sales activities." Alleguez
handles the overall workflow of the five
secretaries in the Sales area. She checks
on new groups, assists the sales
representatives with problems, tracks
statistical data for reporting, and keeps
Customer Service informed of product
changes and enrollment regulations.
The addition of the supervisor positions
and the administrative manager position
has provided more opportunity for
communication. "There was no time to
have meetings before," said new supervisor
Monica Sucre. "Now people know what's
going on. There is more give and take."
Alleguez added, "We're having weekly
meetings now. We're brainstorming, talking
more. We have a better understanding of
what we're trying to accomplish."

The Miami Walk

office," said Harrell. True to reputation,
Harrell finished at 2:30 p.m., having taken
30 minutes for lunch. "I even started to stop
for a piece of key lime pie on the way
back," joked Harrell.
The last of the bunch trailed in at about
5:30 p.m., three hours behind former track
runner Harrell.
A few who didn't walk served Gatorade
and Band-Aids at the check points and

chicken and Band-Aids at the lunch break.
Not one, not two, but three Blue Cross and
Blue Shield banners marked the lunch area.
"We wanted to make an impression," said
Vicki Bates, administrative secretary in the
Miami Office.
The fact that 22 of the 27 finished the
entire walk was impressive. "We were do-ing
it for the kids," said walker Gloria Lopez.

Jackie Harrell, the first employee to make the trek, walked
in at 2:30 p.m.

Vicki Bates of the Miami Office presents the March of Dimes
Representative with a "Take a Closer Look" t-shirt.

Winners, Losers, and Those Who
Played the Game.
After dominating the season
with a 9-1 record, the Brothers
lost 6-7 to the Misfits in the
Intramural Football
Championship Tournament in
February. The tournament
began at 10 a.m. pairing off the
Misfits and the PARO Panthers.
The Misfits eliminated the
Panthers from the competition
with a score of 13-6. Next, the
Brothers eliminated Technical
Support 27-7.
The final tournament game
paired major competitors, the
Misfits and the Brothers. The
Brothers were protecting an
almost perfect 9-1 season while
the Misfits, having already lost
the season championship, were
trying to salvage the season
with a victory.
In the end, both teams were
victors with the Brothers
winning the season and the
Misfits dominating the
tournament.
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The 1983 Tournament Champions in Intramural Football are: (left to right standing)
Larry Shepard, Ron Smith, Dave Dingfield, Pat Hardin, Frank Giordano, Bobby
Wilson, (left to right kneeling) Travis Bullard, Ronnie Rountree, Johnny Rhoden, Jim
Charrie.

The 1983 Season Champions in Intramural Football are: (left to right standing)
Curtis Perry, Alfred Floyd, Kenneth Frazier, (left to right kneeling) Charles Harris,
Curtis Wimberly, Billy Bonds, Greg Lowe. Not pictured are Robert Owens and
Dwayne Reddick.
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James Roney of the PARO Panthers
makes a break for the goal line.
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